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CONSUMER PROTECTION AND FINANCIAL STABILITY
IN MALAYSIA: LESSONS FOR NIGERIA
BY
Mrs Ngozi Egbuna, Ph. D
Assismn Dheeta, Moneuty Poliq Depattnnt
Cmral Banh of Nigoit

Therefore, the BNM initiated a serious

drive towards'customer-centric'
banking system by embarking on
active consumerism and customer
protection policies. This is in line with

the United Nations

Consumer

Protection Resolution No 39/248, of
April 9 1985, recommending to its

member countries, legislation to

protect consumers through an easy
and inexpensive method.

'1.0

lntroduction

Naturally,

as

consumers become
more aware of the financial product
characteristics and the choices of
financial providers, they are in a better

position

range

to demand for a broader
products and services

of

customized to their requirements, at
more competitive prices and through
more convenient channels. This

contributes greatly to the

development ofthe financial sector as
it will prompt increased innovation in

response

to these dema nds.

However, awareness brings with it a

whole lot of issues bordering on
disputes and bridge of contracts,
hence the need for consumer
protection. People may become
unsatisfied with banking institutions

for a wide variety of reasons. Most of
the trme, it is a very simple matter

perhaps a basic communication
brea kd own, or a clash of
personalities, which can easily be
sorted out, but some have serious
cases which may end up in court.

Banking institutions have a duty to
ensure that information given to their
customers are correct and to act fairly
in all dealings with their customers. As

regulator of the Malaysian banking
industry, Bank Negara Malaysia
(BNM)'s role is to ensure that banking
institutions conduct their businesses

2

introduction

examined the conceptual issues while
Section 3 dealt with an overview of the

standard banking p ractices.
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is

In an appropriate manner and within

ln Nigeria, as burgeoning court
queues, rising costs of litigation and
time delays continue to plague
litigants, and stall businesses, some
businesses are beginning to lay the
foundations

for alternative

dispute
resolution in their terms of contract by
including in them altemative dispute
resolution clauses to accommodate
disputes that may arise as a result of
the contract. A consumer Protection
Council was established in Nigeria by
Decree No. 62 of 1992, (now an act of

the National Assembly)

which

established the National Consumer

Protection Council. lts functions at
both the state and federal levels are to
provide speedy redress to consumer
complaints through negotiations,
mediation and conciliation, seek ways
and means of removing from the
markel hazardous products and
cause offenders to replace such
products with safer and more
appropriate alternatives, amongst
oth e rs, without necessarily
concentrating on the much needed
banking system consumerism and
consumer protection policies.

The main objective of this paper
therefore is to highlight the BNMS
approach lo consumer protection and
financial stability in Malaysia and
draw lessons for Nigeria. Ultimately,
the aim is to propose an action for the
establishment of a financial mediation
bureau in Nigeria, to be set up by the

Central Bank of Nigeria (CBN). To
achieve this, the paper is structured in
sections. Following th is

six

33

section

which

consumer protection infrastructure in

4 focused on the
Malaysian experience giving a
background to the Malaysian
Nigeria. Section

approach, while highlighting the main
features of the consumer protection
infrastructure in Malaysia and the
structure of the Malaysian Financial
Mediation Bureau. ln section 5 are the
lessons for Nigeria, while section 6
summarized and concluded the paper.

2.0 Financial Stability and
Consumer Protection: Some
Conceptual lssues
Conceptually, Pischke (1991) and
Soyibo and Odusola (2002) defines
soundness/stability to be the ability of
financial institutions to create value
and build the process of effective risk
management. While Kayode and
Odusola (2004), consider the system
unstable when many fina n cia I
institutions suffer from insolvency that
erodes public conJidence.

The first principle is that financial
stability is a broa. concept,
encompassing the different aspects of

finance (and the financial

system)infrastructure, institutions,
and markets. Both pri,/ate and public
persons participate in these markets
and a vital component of the financial
infrastructure includes the legal
system and omcial framework for
financial regulation, supervision, and

surveillance. Governments through
the central banks borrow in markets,
hedge risks, operate through markets
to conduct monetary policy and
maintain monetary stability, and own
and operate payments and settlement

systems. Accordingly, the term
"financial system" can be seen as
encompassing both the monetary
system with its official understandings,

agreements, conventions, and
institutions as well as the processes,
institutions, and conventions of private

financial activities, (Truman, 2003).
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Given the tight interlinkages between
the

expect to benent from this progress

financial system, expectations of

they are on mafters relating

to

disturbances in any of the individual
components can undermine the
overall stability. At any given time,

financial services being provided and
how to seek redress. The initiatives

result of either private institutions and

stable and responsive financial

actions,

system. The core function of central
banks is the maintenance of financial
stability which it strives to achieve in

all of these components of

stability or instability could be the

actions,

or official

or

institutions and
both simultaneously

and/or iteratively.

greatly depends on how well informed

that promote more active
consumerism create a dynamic/

of financial stability relates not only to

two ways. Firstly, by encouraging
banks to manage their risks
appropriately and secondly, by

the absence of actual financial crisis
but also to the ability of the financial
system to limit, contain, and deal with
the emergence of imbalances before
they constitute a threat to itself or
economic processes. ln a well-

assisting in the resolution of problems
so that banks can continue to serve as
intermediaries of credit, which is the
lifeline of the economy. Consumer
Protection is therefore an integral part
of the regulators concern.

A second principle is that the concept

functioning and stable financial
system, this occurs in part through
self-corrective, market-disciplining
mechanisms that create resilience

The financial landscape

is

continuously being redefined with a

view

to

stabilizing the financial

and prevent problems from festering

system. To achieve this,

and growing into system-wide risks. ln

comprehensive approach is adopted,
addressing all the key elements and
building blocks in the respective
components ofthe financial system so
as to form a solid foundation on which
an effective, efficient and resilient

this respect, there may be a policyrelated trade-off entailing the choice

between allowing market
mechanisms to work to resolve
potential difflculties and intervening

ickly and effectively active
consumerism via mediation, for

a

financial system could

be
progressively built. An important
exa m p leto restore trust and component in the system that is no
confidence and/or to restore stability.
longer being neglected is consumer
Therefore, financial stability entails -protection framework. The
both preventive and remedial requirements and expectations of
dimensions to conflicts. Thus, on consumers are changing rapidly in
issues of financial stability, Nnanna tandem with increased education
(2004) explains that there are two levels, growing wealth and greater
important elements of economic affluence. Consumers are becoming
infrastructure namely the institutional
more discerning and demanding
qu

framework, which includes the legal,
administrative, and political structures

that guide economic and flnancial
transactions; and the structure of the
financial markets, which provides the

operating environment

for

the

rights of consumers but also on the

responsibilities

the

and services being offered.
Consumers should be aware of theii'
rights and how best to seek redress if
there is dissatisfaction with the
products or services purchased.
Through active con su meris m.
banking products and services will

need to keep up with the expectations

of consumers and this will inherently
contribute towards improved banking
products and services. The nexus

between consumer protection and
financial stability therefore lies in the
fact that transparency promotes

confidence which

is

consistent to

promoting greater stability by

encouraging banks to adopt a more
proactive approach to managing their
risks.

3.0

of Consumer
Protection lnfrastructure in
Nigeria

Overview

Consumer protection infrastructure in
Nigeria is fraught with numerous
problems and is grossly inadequate.
For the financial system it is basically

none existent because the only
institution with the mandate to prolect

the consuming public is

the
Consumer Protection Council. The
Consumer Protection Council of
Nigeria was established in 1992 with
the objectives to achieve the
following:

I

better product choices, more efflcient
delivery channels and more customer

centric practices from financial
institutions. These trends have

of both

consumers and financial institutions
with regard to the financial products

Provide speedy redress to
consumer complaints through
negotiations, mediation and
conciliation;

.

become important in reinforcing the
more competitive environment in the

Seek ways and means of
removing from the market
hazardous products and cause

financial institutions. This implies the
need for a legal framework that
enforces financial contracts and an
administrative structure capable of

,inancial services sector.

offenders to replace such
products with safer and more

According to (Aziz, 2003) in making

appropriate alternatives;

enforcing the laws.

require information on a wide range of

Thus, the ultimate objectives of
financial regulators are the
achievement of a consumer- centric
financial system. The stability of the
financial sector needs to be translated
into enhanced effectiveness and
efficiency ofthe institutions in meeting
the changing requirements of the

economy. How consumers can

financial decisions, consumers

o

matters and details about the
processes and docu mentation
involved, the relevant fees and

consumption and sale have
been banned, withdrawn,
restricted, or not approved by
the Nigerian government or

charges to be incured and the risks
and benefits of each type of product or
service.

-Ultimately. increased access by the
public to information will also increase
the level of awaleness not only of the

34

Publish from time to time a list

of products whose

foreign govemments;

.

Cause an offending company,

firm, trade association or
individual to protect,

compensate, provide relief and
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safeguards to injured
consumers or communities
from adverse effects of
technologies that are inherently

harmful, violent

or

highly

hazardous;

t

Organise and u nderta ke
campaigns and other forms of
activities as will lead to
increased

pu

blic

consumer

awareness;
a

Encourage trade, industry and

professional associations lo
develop and enforce their
various field quality standards
designed to safeguard the
interests of consumers;

Encourage the formation of
voluntary consumer groups or
associations for consumers'
well being.

ln lhe exercise of its functions, the
Council is empowered to apply to
court to prevent the circulation of any

of the late 1990s to
institutional development and
restructuring
ca pa

city building, and the
of supporting

development

infrastructure to enhance efficiency
and the strengthening of prudential

regulation to enhance resilience and

channels, in particular branch banking
and ability to deliver effective service

preserve stability. ln terms of the
development of the financial

application processing.

infrastructure, efforts were intensifled
towards evolving a more diversified
financial infrastructure to facilitate the
economic transformation into a more
diversilied economy. This involved
the development of a more diversified

financial structure anchored by a
more efficient and resilient banking
system, to support econom ic

transformation and growth. As part of
the strategies to achieve the vision
outlined in the linancial sector Master
Plan launched in March 2001 and the
aftermath of the banking system

consolidation exercise of 2002, the
BNM spearheaded a serious drive

towards customer-centric banking
system by embarking on active

ich constitutes an

consumerism and customer

imminent public hazatd and mmpel a
manufacturer to certify that all safety
standards are met in their products.

To this end, efforts were made to raise

product

wh

The aforementioned has been
keeping them so busy that the council

is inundated with mundane problems
bothering mainly on seeking ways and

means

of

removing hazardous

products from the market. As such
issues on consumer redress in the
financial system have been left to the
open court system.
The Nigerian courts are ill-equipped to

handle most financial cases let alone
mediation, thus the banking public are
usually left at the mercy of 'delayed
justice system'. However, since 1996,

the negotiation and conflict

management group (NCMG) a not for
profit peace building organisation has
been in the vanguard of promoting the
widespread use of prompt, effective
and economical means of resolving
disputes. But given their setup, the
NCMG is capable of handling few

cases at a time. This means that
cases of infringements on consumer
rights abound in Nigerian courts and
are'begging' for mediation.

4.0

The Malaysian Experience

The Malaysia banking system has
evolved from financial sector

customers are looking for in their
banking relationship. Among the
primary needs are the quality of
interface with bank staff; and the
effectiveness and efficiency of delivery

protection policies.

in transactions and the efficiency

Secondary requirements represented
potential leverage factors which could
be used to substantially improve
overall customerrelationship. These
include, product innovativeness with

value-added features and electronic
banking including internet banking. ln
addition, the survey indicated that

younger and middle-income
individuals,

the
financial services sector. The first
step was that Bank Negara Malaysia
initiated a nationwide survey in 2003

to

assess the requirements,
expectations and the satisfaction
level of consumers on the quality of
products and services offered by
banking institutions. While the
primary objective of the study was to
develop an index on the levels of
quality of customer service, the
findings were qu ite revealing
indicating that the real issues of
enhancing the industry's level of
performance goes beyond this, but
moved towards developing a stronger
customer-centric orientation. The
findings provided a discernible

indication

of the differences

in

customer needs and requirements,
and identify speciflc areas where
customer-orientation issues tend to
arise.
Some ofthe key findings ofthe survey

were that the general levels of

customer satisfaction we re
favourable, but the relationship

between customers and the banking
institutions needed to be improved.
The survey also identified factors that

35

a

growing customer

segment, preferred to use ATMS and
electronic channels. Another growing

segment was the "older affluenf, in
the middle and higher income levels
and given the growing size of this
customer segment and their higher
income level, they require a wider
range of innovative investment
products that offer safe and steady
returns as well as personalised
fi

the quality performance in

in

nancial advisory services.

From all these information, it was
obvious that the challenge was for the

industry to pro-actively respond to
these customer priorities promptly.
Fundamental to achieving greater
customer-centricity was to ensure that
the staff, processes and orientations

were aligned towards fu lfilling
customers' expectations and
delivering superior customer's
experience. Therefore, it

became

imperative to have clarity of purpose

that is communicated, shared

and

understood by all. Equally important
was the need to develop an effective
communication plan or strategy as a
package to product delivery This was
crucial given that even the best of
products would not have a good
chance of success without a welF
conceived communication strategy.
This goes beyond marketing and
advertisement; it included educating
customers to adapt to the new ways of
doing banking transactions or
changes being introduced and to use
the innovative products being offered.
It was also interesting to note that the

survey findings clearly stressed the
need for quality interface between
customers and banks.
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BNM finalised the Basic

ln

pursuit of these efforts, Bank
Nogara Malaysia together with the
banking institutions established a
working committee for the Consumer
Educalion Programme in November

2000 which culminated

in

the

for

productions and services available to
moving
the banking public.
lowards a standard full disclosure
model for products, the committee
also, determined the minimum level of

ln

product transparency to ensure that
consumers are clearly informed of all
risks and liabilities associated with the

product. ln addition, a review of the
current level of protection for
consumers was regularly conducted
to provide further assurance to lhe
public that their rights will not be
compromised.

The Consumer Education
Programme is known as Bankinglnfo
and it is on the internet. Bankinglnfo
is a one-stop information centre about
money and banking. The objective is

comparison shopping on the

yield and cost of retail
financial products

Financial Mediation Bureau

was set up and

became
operational in January 2005

customer redress avenues; and (3) to
increase product transparency and
disclosure.

The committee worked closely with
the consumer associations to identify
and clarify misleading information on

consumefs. For the future, the

Malaysian authorities hope for a more
active consumerism which would

increase consumer pressure for
market efiiciency leading to more
innovation by the banking institution.

It will also entail greater market
discipline among these institutions
while increasing consumer buying
power and reducing consumer
complaints arising directly from
ignorance. lt is envisaged that all
lhese factors will push the local
banking institutions towards a higher
level of professionalism and

.t

www.bankinqinfo.com. mv
linkages to Bls'websites

The objectives of the BBS are to
ensure that banking customers
enjoy a minimum level of banking
services at minimal costs. The
scope covered include all banking
institutions (Bls) that offer basic
bank account to Malaysians by

Booklets/kiosk at

BlOs'branches
BNM's branches
Complaints bureau

providing minimum level of

Newspaper advertisement

services (e.9. deposit,
withdrawals, fund transfer, etc)
and transactions at minimal

Publicity through ATM network
(printed on ATM slip) and through
bank statements

costs.

t Product

Transparency

&

The objectives are to give

customers the information they

need about

a

product and its

charges so that they can make
informed decisions; and to ensure

that the information is presented
in a clearand timely manner
This covers fourmain areas:

.
.

Form ofdisclosure;

Timing

of the

disclosure

divided into 3 main phases
whe

re critical decision

making takes place:

.

Pre-contractual disclosure
Disclosure at the point of
entering into a contract

Disclosure during the

Malaysian experience

{. Consumer Protection

WebAddress

Basic Banking Services (BBS)

The main features of the

The main features ofthe Malaysian
experience include the following:

through these media, namely:

Anti-Trust Regulations

efficiency.

4.1

to make Malaysians more aware of
their rights and responsibilities with
regard to banking products and
services. Booklets are also available
at Bls branches. To ensure a wide
outreach, Banking info is available

Work began in the area of

Disclosure
Consequently, as part ofthe exercise,
the committee published information
leaflets and pamphlets on specific
issues that had been raised by

Programme

BNM issued product
Comparative tables were
being developed to facilitate

consumers and

Consumer Education

transparency and disclosure
guidelines

launching of a Consumer Awareness
Campaign throughout Malaysia. The
ob.lectives of the initiative were three
folds ('l) to educate and enhance
consumer knowledge on personal
flnancial issues; (2) to improve legal

protection

.:.

Banking Services Framework

term ofthe contract

.
.

ltems to be disclosed; and

Disclosure in advertisement

lnfrastructure

.i.

Performancelndicators

ln order to access performance, web
polls are carried out from time to time
the results show that Website hit 6.4
million in 2003 and as at first half of
2004, it stood at 6.0 million. There are
also, statistics on the rate for take-up
of the reading materials published for

consumer education rose

to

1.5

million in 2003 and stood at 1.0 million
as at first halt 2004. Some of the
booklets are being translated into the

local languages mainly Tamil

and

Mandarin.

.i

Financing Planning and
Savings Outreach Programme

The financing planning and savings

secretariat undertake outreach
programmes. These programmes
include:

Seminars

for the

committee

members ofSchool Finance Club
Road shows to promote usage of
Students Pocket Money Book to

schoolchildren

These programmes educate as

36
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well as inculcate sma( financial
management ha b its among
youths, teachers, women and
worker groups through the use of
'Students Pocket Money Book'
and 'Household Accounts Book'.

independent body set up by the BNM
in collaboration with the banking
institutions. The FMB was set up as a
one stop centre for consumer redress
against all financial institutions under

BNM's

.!.

Comparative Tables

The comparative tables provide endusers with up-to-date information on
specif
banking products and
services while allowing them to do
'comparative shopping' by reducing

ic

cost of information search.

lnformation on about six (6) retail
products are included in the
comparative tables. These are:

.
.
.
.
.
.
.i

Currentaccount
Fixed depositaccount
Credit cardfacility
Hire purchase facility
Housing loan facility

Redress Mechanisms

ensure that

consumers have

access to redress mechanisms in the

event that they have

pu

rview, including key

payment system operators. lt core
function is to mediate between
aggrieved bank costumers and
banks. lt activities are controlled by an

independent board made

up

distinguished personalities. The body
of mediators are made up of mainly
retired judges of high integritywho are

paid stipends.

a

complaint

lt is a

merger of
banking mediation bureau and the
insurance mediation bureau. The

banking sector which gave rise to the
need by the banks to maintain,
sustain and attract new costumers as
well as the need by the regulatory
authority to protect consumers and
maintain financial stability. The scope
of the complaints is wide and the limit
for cases to be mediated by the FMB

had been increased following
overwhelming support of all
stakeholders. There are cunently
proposals to set up regional offices of
FMB all over Malaysia.
Scope of FMB

.:.

All complaints, disputes and claims

against any banking institution.

otherthan those

Consequently, BNM set up a:

Bankino/Financial related complai nts

.

Customer Service/Complaint
unitsatallBls;

.

Financial Mediation Bureau
(FMB) which became operational
in January 2005; as well as

.

Loan, Complaint and Monitoring
Unit at BNM

(2002: 1919 cases); (2003: 2819
cases); (2004: 1515 cases)

4.2

The Malaysian Financial
Mediation Bureau

The FMB commenced formal

in

the exclusion list:

. Personal loans/Personal
.
.
.
.
.
.
.
.

Specific investment account

.
.
.

Remittances
Electronic banking
lntemet banking

lnsurance/Iakaful Related

.
.

All life insurance claims

All non-life insurance claims

of

need arose as a result of the
consolidation of the Malaysian

Savings account

The idea ofthe redress mechanism is

to

operations in January 2005 as an

Amount claimed should not exceed
the following:

.
.
.
.
.

Banking/financialrelated:
notexceedingRM100,000
up to RM25,000 for specilic cases

lnsurance/Takaful:

RM200,000 (motor and fire
insurance/takaful)

.
.

RM100,000 (others)

RMs,000 (3'" party property
damage)

Members of FMB
The following are members of FMB

.
.
.

Commercial banks
Finance companies

Merchant banks
lslamic banks

Financing

lnsurance companies (Life,

Housing loans/House financing

Reinsurance)

general,

Com pos

ite

and

Automated Teller Machine (ATM
Cash deposit machine

Takaful Operators
nance institutions

CrediUcharge card/credit card

Development

Hire purchase/hire purchase

Payment System Operators and
Payment lnstrumenl lssuer.

Savings accounvsavings account
Current accounucurrent account

Fixed deposit or general/Speciali

37
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Figure I
Complaint Procedure
Step

I

Stcp 2
Fite an offrcial

Talk to the
offrcer-in-

You have a
complaint
against a
member of

charge at the

wdtten
NO

complaints
counter or

FMB

NO

complaint with
the institution
concemed

customer
service
counter.

Step 3
Obtain a final
decision letter
fiom the
member
institution and
submit your

NO

You could seek
legal counsel
and take your
case to court

complaint to

Complaint

Comphint

the FMB.
Complaint

Resolved?

Resolved?

ResolYed?

YES

YES

YES

Complaint
Resolved

Source: Bankinglnfo

i

Future Consumer Protection
lnitiatives in Malaysian

.

Ombudsman law

need for

all

To foster adhErence to fair-

parties involved in
financial transactions to understand
and appreciate the unique
characteristics and features of

competitive p ricing and
restrains unfair pricing in

banking and finance. This is because
a clear understanding of the conduct
of the financial transactions would

markets where competition is
less than effective.

lead to the appropriate execution of
financial contracts that would truly

Anti-Trust regulations

trading, promotes

4.0

in Nigeria,
spearheaded by the CBN. As part of
the consolidation process, there is
protection campaign

refl ect

the advocated reforms.

LESSONS FOR NIGERIA

Recently, the Central Bank of Nigeria
(CBN) embarked on the first phase of
the reform agenda designed to

bnsure

a

diversified, strong and
reliable financial system in Nigeria.
This should ensure the safety of
depositors' funds and enable banks to
play active developmental roles in the
Nigerian economy. As part of the
reform measures, the capital base of

banks was raised by the CBN to
N25billion with effect from December
2005. Consequently a lot of moves
are on towards mergers and
acquisition by banks in Nigerla. Given

the emerging scenario of cases of
mergers and acquisitions in the

system, there is need for the Bank to
come up with initiatives that will

ensure a fairness and competition in
the financial sector. However, there is

need to urgently launch a consumer

At the end, active consumerism as is
done in Malaysia would generate the

desired efficiency

in the

financial

industry. The first lesson for Nigeria is

the issue of timing. The

BNM

contribute towards the expansion and

sustainability of the market share of

the financial activities.
fundamental

to

Also,
achieving greater

customer-centricity was to ensure that

the processes, and

workforce

orientations in the banks are aligned

towa rd s

meeting customers'

expectations and delivering superior
services. This needs to be effectively

communicated, shared and
understood by all levels ofthe banking
sector workforce, in particular, those at
the front office of banks. lt is therefore
important for the flnancial institutions

personnel to enhance their own
knowledge on the products and
services offered, as well as know your
customer orientation.

experience showed that the timing of

Malaysian consumer protection
coincided with consolidation in the
banking system.

Another lesson is for the financial
institutions to understand the
dynamics of customer segmentation,
bullding customer relationships and
address the requirements and
preferences of specific segments that
are vital not only for strengthening the
existing customer relationships but
also to secure new businesses. This
lesson from the findings of the survey
of the Malaysian banking public

clearly revealed that this would
38

The flrst priority therefore is to provide
a mechanism to ensure accessibility to
information by the public on financial
services and products. An extensive
and structured education programme
is- key to enhanced consumer and
buSlness awareness and knowledge
on the products and services. lt also

represents part of the efforts to
promote market integrity over the
activities in the market. The lesson

learnt here is that effective

dissemination of information will
provide consumers and buslnesses
with the necessary information to
undertake financial transactions with

Volume 32, No. 3
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awareness of their rights and duties.
ma king fina ncia
decis ions,

ln

I
consBlt|ers req u ire

various

in line with the international trends
towards such resolution centers. The

the CBN.

charges incurred as well as the risks
and benefit of each type of financial
product or service. This will make

Finally, there is need to caution that
the oblective of protecting consumer
interests has to be balanced against
the objective of developing a more
competitive and diversified financial
system that supporls and contributes
positively to the growth of the

consumers aware of the opportunities

economy.

information and details about the
processes and docu mentation

involved, the relevant fees and

available, actively manage their
financial position while at the same
time safeguard their

fl

nancial future.

The avenues to seek redress must
also be easily accessible, affordable
and available. As a result there is the
need to strengthen the consumer
protection infrastructure in Nigerian
banking sector. Consequently, the
Central Bank of Nigeria (CBN) should

spearhead the setting up of a
Financial Mediation Bureau. The
proposed bureau would be a one stop
centre for consumer redress against
all financial malpractices under the
purview of the CBN, including key

payment system operators, with

regional offices in the six geopolitical
zones. The proposed bureau should
be run by an independent board with
safeguards in place to take care of
rulings. Also, consumers should have

the freedom to go court if they not
happy with the judgement of the
bureau. The legal costs should be free

of charge for consumers and the
proposed FMB should be jointly
funded by the bankers committee and

5.0
6.1

for the
Financial Mediation Bureau should
be benchmarked against best

framework and model

practices worldwide, notably in
countries such as the United
Kingdom, Canada and Australia.

6.2

BNM has made much progress in
developing and strengthening the
financial sector through policy
initiatives in the areas of regulatory
and supervisory frameworks, risk

Summary and Conclusion

Summary

This paper has highlighted consumer
protection in Malaysia and its role in
ensuring stability in the financial

sector. The analysis revealed that
active consumerism, generates
creative banking products and
services which is needed to keep up
with the expectations of consumers
and inherently contributes towards
improved banking products and
services. The connection between
consumer protection and financial
stability is based on the fact that
transparency promotes confidence
which is consistent to promoting
greater stability by encouraging
banks to adopt a more proactive
approach to customer services
delivery. The paper examined
consumer protection infrastructure
available in Nigeria and it was

Conclusion

management and corporate

governance. These have been
complemented with con su mer
protection and education initiatives

that promote more active
to create a dynamic
and responsive financial system.
consumerism

]

highlighted to be grossly

unsatisfactory and inadequate. The
major lesson for Nigeria therefore is to
create an integrated agency the FMB,

Moving fonvard, BNM is focusing
more on the development of the
necessary infrastructure to further
ensure that consumers are given

more access

to

information on

financial products and services on a
sustainable basis to enable them to

make well-informed choices and
safeguard consumer interests.
Finally, on a precautionary note, given

the peculiarities of the

Nigerian
economy, there is need for a balance
between the objective of promoting
competition and innovation, and that
of maintaining prudence and stability
in the financial system.
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